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DETAILED ACTION 



Claim Rejections - 35 USC §102 

1 . The following is a quotation of the appropriate paragraphs of 35 U.S. C. 102 that form the 
basis for the rejections under this section made in this Office action: 

A person shall be entitled to a patent unless - 

(e) the invention was described in (1) an application for patent, published under section 122(b), by another 
filed in the United States before the invention by the applicant for patent or (2) a patent granted on an 
application for patent by another filed in the United States before the invention by the applicant for patent, 
except that an international application filed under the treaty defined in section 351(a) shall have the effects 
for purposes of this subsection of an application filed in the United States only if the international 
application designated the United States and was published under Article 21(2) of such treaty in the English 
language. 

2. Claims 1-15 are rejected under 35 U.S.C. 102(e) as being anticipated by Riley et al. 
(US 2002/0123983 Al). 

3. As per independent Claim 1, Riley discloses a process to bring an instance of an 
information technology (hereafter IT) service into existence, comprising the steps of: 
using a computer to access a data structure of a service action and perform a fulfillment 
process comprising the steps: (A) using a computer to follow pointers in said data 
structure to an appropriate fulfillment workflow (Fig.4-Fig.6); (B) loading said 
fulfillment workflow into memory of said computer (Fig.4-Fig.6); (C) using said 
computer to execute computer instructions pointed to by one or more pointers in said 
fulfillment workflow (Fig.4-Fig.6, Fig. 12); and (D) receiving and recording any 
feedback data entered by a human who has been given instructions by said computer to 
carry out one or more steps of said fulfillment workflow (Fig. 12, documentation). 
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4. As per Claim 2, Riley discloses wherein step C includes the steps of executing computer 
instructions to execute steps in said fulfillment workflow which can be accomplished by 
said computer, and executing computer instructions that control said computer to send 
details of a task that can only be performed by a human to the human by email or by any 
other suitable form of communication with a human (Figs. 4-5, service assignment), and 
wherein said feedback data includes cost and time to complete feedback information for 
each step accomplished either by a human or by a computer, and further comprising the 
steps: (E) comparing said cost and time to complete feedback information for each step of 
said fulfillment workflow to estimated cost and time to complete information previously 
stored in a data structure, and generating a report (SLA report); (F) after completion of 
processing of a fulfillment workflow, determining if it is the last fulfillment workflow in 

a hierarchy of fulfillment workflows each of which is pointed to by a pointer in a data 
structure of a service action in a hierarchy of service actions (Fig. 7, Hierarchy); (G) if 
another fulfillment workflow is found in a hierarchy of fulfillment workflows, 
performing steps B, D, D again to execute the new workflow; and (H) repeating steps F 
and G until all fulfillment workflows in said hierarchy of fulfillment workflows have 
been found and executed (Figs. 4-16). 

5. As per Claim 3, Riley discloses wherein step D comprises receiving and storing feedback 
information entered by said human as to how long it took said human to accomplish the 
step or steps assigned thereto by said computer and whether each step assigned to said 
human was completed, and wherein said feedback data includes cost and time to 
complete feedback information for each step accomplished either by a human or by a 
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computer, and further comprising the steps of comparing the time and cost it actually 
took to complete each step in a fulfillment workflow to estimated time and cost in a data 
structure and preparing a report of the results of said comparison (Figs. 4-16, SLA 
evaluation). 

6. As per Claim 4, Riley discloses wherein step A comprises following a pointer in said data 
structure of said service action (hereafter referred to as a child service action) to a 
fulfillment workflow, and then performing steps B, C and D to execute the computer 
instructions linked to every step of said workflow, and then following a pointer, if there is 
one, in said data structure to a data structure of a parent service action which is at a next 
level up in a hierarchy of service actions and following a pointer in said data structure of 
said parent service action to a fulfillment workflow for said parent service action, and 
then performing steps B, C and D again, and repeating the process of following pointers 
in the data structure of the service action whose fulfillment workflow has been processed 
to another service action data structure at the next level up in said hierarchy and 
executing the fulfillment workflow instructions of any service action found at another 
level of said hierarchy until all service actions in said hierarchy have been found and all 
the fulfillment workflows pointed to by said service actions have been executed (Figs. 4- 
16). 

7. As per Claim 5, Riley discloses wherein said service action is part of a hierarchy of 
service actions, each of which has an approval workflow with the approval workflow of 
the highest service action in said hierarchy superseding the approval workflows of lower 
service actions in said hierarchy, and further comprising the steps of following pointers in 



Application/Control Number: 10/646,022 Page 5 

Art Unit: 3629 

the data structures of service actions in said hierarchy starting with the data structure of 
said service action initially loaded to find an "eve" service action which is highest in said 
hierarchy, and following a pointer in a data structure of said eve service action to an 
approval workflow, and loading said approval workflow into memory and executing 
computer instructions which implement each step of said approval workflow (Figs. 4-16, 
Service request escalation). 

8. As per Claim 6, Riley discloses wherein said service action is part of a hierarchy of 
service actions, each of which has a fulfillment workflow with the fulfillment workflow 
of the highest service action in said hierarchy complementing the workflows of lower 
service actions in said hierarchy, and wherein steps A, B, C and D comprises following 
pointers in the data structures of service actions in said hierarchy starting with the data 
structure of said service action initially loaded and executing all said fulfillment 
workflows pointed to by pointers of data structures of service actions in said hierarchy 
(Figs. 4-16). 

9. As per independent Claims 7, 14, and 15, Riley discloses a process (computer product) 
to bring an instance of an information technology (hereafter IT) service into existence, 
comprising the steps of: (1) using a computer to obtain management approval for creation 
of an information technology service instance by accessing a data structure of a service 
action and executing computer instructions linked to steps of an approval workflow 
defined in or pointed to by said data structure, said approval workflow having been 
defined in advance by an IT professional to define steps that need to be taken to obtain 
approval in accordance with an approval policy (Fig. 12, Service request escalation); (2) 
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if approval is obtained, using a computer to perform a fulfillment process comprising the 
steps: (A) using a computer to follow pointers in said data structure to an appropriate 
fulfillment workflow; (B) loading said fulfillment workflow into memory of said 
computer; (C) using said computer to execute computer instructions pointed to by one or 
more pointers in said fulfillment workflow; and (D) receiving and recording any 
feedback data entered by a human who has been given instructions by said computer to 
carry out one or more steps of said fulfillment workflow (Figs. 4-16). 

10. As per Claim 8, Riley discloses wherein step 2C includes the steps of executing computer 
instructions to execute steps in said fulfillment workflow which can be accomplished by 
said computer, and executing computer instructions that control said computer to send 
details of a task that can only be performed by a human to the human by email or by any 
other suitable form of communication with a human (Figs.4-16). 

1 1. As per Claim 9, Riley discloses wherein step 2D comprises receiving and storing 
feedback information entered by said human as to how long it took said human to 
accomplish the step or steps assigned thereto by said computer and whether each step 
assigned to said human was completed (Figs.4-16). 

12. As per Claim 10, Riley discloses wherein said service action is part of a hierarchy of 
service actions, each of which has an approval workflow with the approval workflow of 
the highest service action in said hierarchy superseding the approval workflows of lower 
service actions in said hierarchy, and wherein step 1 comprises following pointers in the 
data structures of service actions in said hierarchy starting with the data structure of said 
service action initially loaded in step 1 to find an "eve" service action which is highest in 
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said hierarchy, and following a pointer in a data structure of said eve service action to an 
approval workflow, and loading said approval workflow into memory and executing 
computer instructions which implement each step of said approval workflow (Figs.4-16). 

13. As per Claim 11, Riley discloses wherein said service action is part of a hierarchy of 
service actions, each of which has a fulfillment workflow with the approval workflow of 
the highest service action in said hierarchy superseding the approval workflows of lower 
service actions in said hierarchy, and wherein step 1 comprises following pointers in the 
data structures of service actions in said hierarchy starting with the data structure of said 
service action initially loaded in step 1 to find an "eve" service action which is highest in 
said hierarchy, and following a pointer in a data structure of said eve service action to an 
approval workflow, and loading said approval workflow into memory and executing 
computer instructions which implement each step of said approval workflow (Figs.4-16). 

14. As per Claim 12, Riley discloses wherein step 2A comprises following a pointer in said 
data structure of said service action (hereafter referred to as a child service action) to a 
fulfillment workflow, and then performing steps 2B, 2C and 2D to execute the computer 
instructions linked to every step of said workflow, and then following a pointer, if there is 
one, in said data structure to a data structure of a parent service action which is at a next 
level up in a hierarchy of service actions and following a pointer in said data structure of 
said parent service action to a fulfillment workflow for said parent service action, and 
then performing steps 2B, 2C and 2D again, and repeating the process of following 
pointers in the data structure of the service action whose fulfillment workflow has been 
processed to another service action data structure at the next level up in said hierarchy 
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and executing the fulfillment workflow instructions of any service action found at another 
level of said hierarchy until all service actions in said hierarchy have been found and all 
the fulfillment workflows pointed to by said service actions have been executed (Figs. 4- 
16). 

15. As per Claim 13, Riley discloses wherein step 1 includes the steps of following a pointer 
in said data structure of said service action (hereafter referred to as a child service action) 
to an approval workflow, and then performing the following steps (3) loading said 
approval workflow into memory of said computer; (4) using said computer to execute 
computer instructions pointed to by one or more pointers in said approval workflow; and 
(5) receiving and recording any feedback data entered by a human who has been given 
instructions by said computer to carry out one or more steps of said approval workflow; 
and then following a pointer, if there is one, in said data structure to a data structure of a 
parent service action which is at a next level up in a hierarchy of service actions and 
following a pointer in said data structure of said parent service action to an approval 
workflow for said parent service action, and then performing steps 3, 4 and 5 again, and 
repeating the process of following pointers in the data structure of the service action 
whose approval workflow has been processed to another service action data structure at 
the next level up in said hierarchy and executing the approval workflow instructions of 
any service action found at another level of said hierarchy until all service actions in said 
hierarchy have been found and all the approval workflows pointed to by said service 
actions have been executed (Figs.4-16). 
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16. The prior art made of record and not relied upon is considered pertinent to applicant's 
disclosure. 

17. Additional Literature has been referenced on the attached PTO-892 form, and the 
Examiner suggests the applicant review these documents before submitting any 
amendments. 

18. Any inquiry concerning this communication or earlier communications from the 
examiner should be directed to Jonathan Ouellette whose telephone number is (571) 272- 
6807. The examiner can normally be reached on Monday through Thursday, 8am - 
5:00pm. 

1 9. If attempts to reach the examiner by telephone are unsuccessful, the examiner's 
supervisor, John Weiss can be reached on (571) 272-6812. The fax phone numbers for 
the organization where this application or proceeding is assigned (571) 273-8300 for all 
official communications. 

20. Any inquiry of a general nature or relating to the status of this application or proceeding 
should be directed to the Office of Initial Patent Examination whose telephone number is 
(571) 272-4000. Information regarding the status of an application may also be obtained 
from the Patent Application Information Retrieval (PAIR) system. Status information for 
published applications may be obtained from either Private PAIR or Public PAIR. Status 
information for unpublished applications is available through Private PAIR only. For 
more information about the PAIR system, see http://pair-direct.uspto.gov. Should you 
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have questions on access to the Private PAIR system, contact the Electronic Business 
Center (EBC) at 866-217-9197 (toll-free). If you would like assistance from a USPTO 
Customer Service Representative or access to the automated information system, call 
800-786-9199 (IN USA OR CANADA) or 571-272-1000. 

April 2, 2009 

/Jonathan Ouellette/ 

Primary Examiner, Art Unit 3629 



